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Summary of Learning:

I have obtained a greater grasp of the critical abilities and skills required for success in the hotel sector as a result of my investigation on the subject "Key Skills Required when Working in the Housekeeping Team." This learning journal contains my research, my own thoughts, examples from the business world, and how theoretical understanding may be put to use in practical housekeeping situations.

1. Attention to Detail: One of the cleaning team's most important talents is attention to detail. It entails being attentive and comprehensive in the upkeep of public places, back-of-house sections, and guest rooms. Every area of sanitation and hygiene is taken care of with attention to detail, making visitors feel welcome. I have learned that paying attention to even the slightest things, including making sure surfaces are immaculate, beds are precisely made, and amenities are organized neatly, can greatly improve the entire visitor experience.

2. Time Management: To satisfy the strict cleaning schedules and turnaround times, housekeeping operations need good time management abilities. Prioritizing work, estimating time needs, and effectively allocating resources are essential. I've discovered that scheduling and preparing tasks in advance may assist keep a workflow running smoothly, avoid delays, and guarantee prompt service delivery. For instance, I saw how precisely planning and responsibility division were used by housekeepers to maximize production during my practical experience at a hotel.

3. Teamwork and Communication: Working as a member of a cleaning team requires good teamwork and communication abilities. Interactions between team members, managers, and other departments are coordinated with ease when there is clear and precise communication. During my hotel internship, I saw firsthand how good communication helped people solve problems quickly and minimize misunderstandings. Successful collaboration requires sharing information, reporting maintenance issues, and responding to visitor requests right away (Leiter and Bakker, 2010).

4. Adaptability and Flexibility: The hospitality sector, including housekeeping, is renowned for its fast-paced and dynamic character. In order to manage unforeseen circumstances, shifting priorities, and last-minute demands, flexibility and adaptability are essential. I now see how important it is for members of the cleaning crew to be able to swiftly adapt to novel situations, operate under pressure, and multitask. For instance, the cleaning staff would need to be flexible with scheduling and work distribution during a busy period when there are more visitor arrivals and departures.

Making Use of Theory in Industry:

While interning with seasoned hotel cleaners, I learnt the importance of attention to detail. I discovered this capacity was valuable to me at a pivotal point.

Our hotel's front desk was busy one weekend. We had to swiftly prepare rooms for incoming visitors due to significant turnover. In my rush to finish, I missed a carpet stain in one of my rooms.

The guest who checked in later that day complained about the stain at the front desk. My error made the visitor uneasy when the manager came. The management noted even little things may affect visitor satisfaction and the hotel's reputation.

This taught me how crucial detail-oriented cleaning is. It's not enough to make the bed and vacuum; rooms must be thoroughly cleaned. Any error may ruin a guest's experience.

This reminded me to work even harder. I actively sought feedback from colleagues and bosses to improve my attention to detail. They taught me checklists, task organisation, and quality assurance.

I focused and became more careful with time. I now carefully inspect an area and fix any issues. I acquired confidence in my ability to serve visitors and improve the cleaning staff as I polished this skill.

I've improved my attention to detail, but it's still a work in progress. I'm committed to developing and being vigilant to ensure every visitor has a great experience.

Finally, observing the cleaning team reinforced my opinion that attention to detail is essential to providing excellent service. It also encouraged accepting comments and making corrections.

The topic's importance to the hospitality sector is as follows:

The hotel business places a high priority on the subject of essential housekeeping crew skills for a number of reasons.

1. Guest Satisfaction: Housekeeping has a direct influence on how well guests are treated and are satisfied in general. Positive evaluations, repeat business, and word-of-mouth recommendations are all influenced by a maintained and clean atmosphere.

2. Health and Safety: For the visitors' and employees' health and safety, it is essential to maintain cleanliness and hygiene. Effective housekeeping procedures provide a safe working environment, stop the spread of infections, and adhere to health requirements.

3. Brand Image: A hospitality establishment's housekeeping standards show its professionalism and high level of quality. High housekeeping standards foster a favourable brand image and improve the hotel or resort's reputation (Cottrell, 2019).

4. Operational Efficiency: Effective housekeeping procedures optimize resource allotment, save expenses, and enhance operational efficiency in general. Teams of expert housekeepers may optimize efficiency, simplify procedures, and save waste.

In conclusion, the important competencies needed for the housekeeping crew are flexibility, communication, time management, and attention to detail. Practical applications in the business are built on theoretical knowledge, which empowers experts to take well-informed judgments and adjust to changing conditions. Delivering outstanding guest experiences, upholding health and safety requirements, and increasing operational effectiveness all depend on a clear understanding of the role housekeeping plays in the hospitality sector (Casado, 2012).
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Component Two:
Contribution to Overall Module Assessment: 25%
In this scenario – You have just been promoted to team leader for a floor within the hotel. A guest complains that on their arrival, their room had not been properly cleaned. Create an action plan and answer the following questions.

Certainly! There are a number of possible explanations for a messy guest room, beyond simple negligence. Some more options are as follows:

One possible cause is a lack of personnel; if the 

Second, 
Third, a technical glitch: 

Four, 



	Problem
	Why did it happen?

	What are you going to do?
	How will you prevent this from happening in the future? 

	What measures would you introduce to improve team effectiveness?


	The guest complains that their room was not properly cleaned upon arrival.

	A lack of available time the cleaning staff may have been under a time crunch as a result of the large number of guests that checked in or unanticipated occurrences.

	Express regret and take responsibility for the problem you caused the guest: Demonstrate a real interest in how they are feeling and reassure them that their input is being carefully considered.
	In order to reinforce instruction, conduct extra training sessions that place an emphasis on the significance of cleaning each room thoroughly and consistently (Ferdinand and Kitchin, 2017). Pay close attention to the minute details, maintain high standards of cleanliness, and develop effective time management skills. 
	Establish very clear expectations and objectives for the cleaning staff in terms of cleanliness standards, turnaround times, and overall customer service. Create objectives that may be attained in order to stimulate and direct the performance of the team.


	Housekeeping staff had a lot of rooms to clean in a short amount of time, they may have overlooked some of them or not cleaned them sufficiently.


	Due to a lack of attention to detail on the part of the workers, some areas may have been missed, and the required level of cleanliness may not have been achieved.
	Conduct an investigation into the matter by speaking with the relevant members of the housekeeping staff and reviewing the cleaning procedures that were carried out for the room in question.
	Create and use checklists: To prevent missing any important cleaning activities or locations, you should create and use checklists that are both thorough and detailed. These checklists should be used by the employees responsible for housekeeping to guarantee consistency and accountability.
	Hold frequent meetings of the team It is important to hold regular meetings of the team in order to address difficulties, exchange best practices, and encourage open communication. Encourage members of the team to share their feedback and recommendations for ways to improve the team's effectiveness and efficiency.


	A misunderstanding may have occurred between the front desk and housekeeping about which rooms were available for check-in. Because of the misunderstanding, a room may not have been cleaned that was thought to have been.



	Repair or refurbishment work in progress may have resulted in the room being temporarily designated as "out of service." However, the cleaning staff was not informed of this, maybe owing to a misunderstanding or error, and they cleaned an inhabited or poorly maintained room.
	Make the necessary corrections: Make arrangements for an urgent deep cleaning of the guest's room in order to live up to their standards and guarantee their complete contentment.
	Quality control inspections Carry out quality control inspections on a regular basis in order to evaluate the level of cleanliness present in the rooms. Establish a protocol under which supervisors will carry out checks at random and report their findings to the members of the cleaning staff (Jones, 2010).
	Acknowledgment and remuneration: In order to recognize and commend exceptional work, you should institute a recognition program. Recognizing the accomplishments of both individuals and teams may be an effective way to increase morale and push a group to perform at its best.

	The tracking app might have been broken
	Due to extra loads from the customer side and technical difficulty
	Engage in conversation with the visitor: Follow up with the visitor on a personal level to verify that their issues have been resolved to their complete satisfaction and to confirm that their concerns have been handled.
	Improved communication: Improve the communication lines between the front desk and the cleaning personnel so that any concerns or special requests from guests may be addressed in a timely manner.
	Opportunities for cross-training and the development of skills: Give members of the team the chance to learn new skills from one another in order to increase their flexibility and their skill sets. Encourage members of your staff to attend any relevant seminars or training sessions in order to keep current on the best practices in the field.

	Guests may sometimes request less or no cleaning services during their stay based on their own individual preferences or for the sake of privacy. 


	The housekeeping staff may have made an error in thinking the room required cleaning if the request wasn't properly logged or relayed to them.
	The housekeeping staff should always monitor, and look for chances whenever they can go and clean the room.
	In addition to human mistake, these are only some of the possible causes of a messy guest room. To prevent these kinds of problems and keep guests happy, hotels must have well-defined lines of communication, effective systems, and established standards.


	We will be able to solve the present problem, forestall future occurrences of instances with the same pattern, and foster a cleaning staff that is more productive and efficient if we put these steps into action.






Component Three:
Contribution to Overall Module Assessment: 50%
Your task is to create and prepare a presentation following the detailed scenario provided below.

As the floor housekeeping manager and given the recent guest complaints you need to put together a basic training presentation for your colleagues within the housekeeping team to get the best out of them, ensure that brand standard is being achieved and that Health and Safety procedures are also being followed.
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	Training Notes: 
N/A
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	Training Notes:
Objectives
1. Improve the overall effectiveness of the housekeeping crew. 
2. Make sure that brand requirements are met.
3. Encourage the implementation of health and safety policies
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	Training Notes:
Slide No. 3: The Role of Housekeeping in the Overall Guest Experience
Beyond only guaranteeing cleanliness and orderliness, cleaning plays a crucial part in the whole visitor experience. In order to provide visitors with a relaxing, enjoyable, and inviting atmosphere while they are there, housekeeping is essential. Here are some significant factors emphasizing the role of cleanliness in improving the visitor experience:
1. Cleanliness and Hygiene: Housekeeping is largely in charge of upholding the hotel's standards for each of these factors. A favourable first impression and complete guest satisfaction are made possible by tidy and well-maintained rooms, public spaces, and amenities.
2. Comfort and Relaxation: Housekeeping makes sure that guest rooms are tastefully decorated and furnished with all necessary conveniences. During their visit, guests may feel calm and at peace thanks to the comfortable mattresses, clean bedding, a well-organized structure, and a clutter-free atmosphere.
3. Attention to Detail: To provide a flawless guest experience, housekeeping staff pays close attention to even the slightest things. They make sure that all supplies, including coffee/tea facilities, towels, and toiletries, are adequately supplied and refilled on a regular basis. This degree of expertise and care may be seen in the attention to detail.
4. Personalization: When clients visit their rooms for cleaning or other services, housekeeping staff often interacts with them directly. By attending to particular requests, offering additional amenities, or setting up the room in accordance with client preferences, they may tailor the visitor experience. The added personal touch increases visitor pleasure and makes them feel appreciated (Quick, 2020).
5. Safety and Security: Housekeeping is in charge of making sure that visitors are safe and secure. They check rooms for any possible dangers, guarantee that locks and safety systems are working properly, and immediately report any maintenance difficulties. This concern for visitors' safety fosters confidence and peace of mind.
6. Timely and Effective Service Provision: Housekeeping personnel works together with other hotel departments to provide timely and effective services. According to the preferences or wishes of the guests, they work with the front desk to prioritize room cleaning. An efficient reaction to customer requests, such as supplying more pillows or quickly addressing maintenance concerns, enhances the entire visitor experience.
7. Ambience: Housekeeping helps to keep the hotel's ambience and ambiance in good shape. They maintain the cleanliness, lighting, and decor of the public spaces. A warm environment improves the entire visitor experience and aids in making a good first impression. In conclusion, cleaning plays a key role in guaranteeing visitor contentment and favourable feedback. The total visitor experience is strongly impacted by their focus on cleanliness, comfort, personalisation, safety, and effective service delivery, making it memorable and pleasurable.
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	Training Notes:
Slide 4: Understanding Brand Standards
Brand standards are a collection of rules and requirements created by a business to ensure uniformity and consistency across all facets of its brand identity. No matter what channel or platform customers use to connect with the brand, these standards make sure that the visual components, message, and overall experience are consistent and recognisable to consumers. The following are some essential elements and advantages of comprehending brand standards:
Visual identity: 
Brand standards provide the visual components, such as the logo, colour scheme, typography, and imaging style, that reflect the brand. The usage of these components should be consistent throughout a range of marketing materials, including commercials, packaging, websites, and social media accounts, according to these recommendations. Visual branding that is consistent builds brand awareness and contributes to the development of a unified, professional image.
Tone of Voice: 
Brand standards may specify requirements for the writing or speaking style of the brand. The desired language, writing style (for example, formal, friendly, conversational), and essential message points are all included. Maintaining brand identity, delivering a consistent message across platforms, and connecting with the target audience are all made possible by maintaining consistency in tone of voice (Rogers, 2008).
Brand Messaging: 
The main messaging and positioning assertions that represent the brand's particular value proposition and identity are outlined in the brand standards. These standards aid in making sure that the brand's message is appealing, consistent, and in accordance with its overarching strategy. Establishing trust, improving brand memory, and setting the brand apart from rivals are all achieved via clear and consistent brand messaging.
Usage and Display of the Logo: 
The brand guidelines specify how and where the logo should be used and displayed. This comprises criteria for display on various media, size, colour changes, and clear space needs. Utilizing a logo consistently and correctly improves brand awareness, avoids distortion or deception, and maintains a business-like image.
Online and Digital Presence: 
In the current digital environment, brand standards now include policies for the brand's online presence. This covers the requirements for email templates, social media branding, and user interface (UI) components for websites. Consistency across digital platforms guarantees a smooth brand experience, boosts user engagement, and boosts the reputation of the business (Vallen & Vallen, 2012).
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	Training Notes:
Slide No. 5. Time Management and Prioritization
Several strategies for efficient time management and the setting of priorities, including:
  1. Establishing objectives and timetables that are achievable.
  2. arranging responsibilities according to their level of significance and level of urgency
  3. Making effective use of available resources and labour force


	
	

[image: ]



	Training Notes:
Slide 6:
Communication and collaboration 
– Some successful communication tactics are the following:
  1. Communication with coworkers and superiors that is crystal clear and unambiguous
  2. attentive feedback and thoughtful consideration of what was heard
  3. Timely notification of any problems with maintenance as well as any requests from guests
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	Training Notes:
Slide 7: Health and Safety Procedures 
1. The safe handling and storage of chemicals used for cleaning
2. Utilization of all personal protective equipment (PPE) in the appropriate manner
3. Reduction of the risk of slipping and falling stress, how important it is to report any events or concerns about the safety of others.


	



[image: ]



	Training Notes:
Slide No. 8: Recognition and Motivation
- Some suggestions for motivating the housekeeping crew, such as:
  1. Offering both positive comments and criticism in a constructive manner
To attain greatness in any organisation, it's critical to provide feedback that combines both positive comments and criticism. Employee morale and motivation are increased when their qualities and accomplishments are acknowledged and celebrated. Additionally, encouraging professional development and identifying areas for improvement in workers by providing constructive feedback in a polite and encouraging way.
  2. Recognizing the accomplishments of both individuals and teams
Promoting an excellence-oriented culture requires honouring the achievements of both individuals and teams. Recognising team triumphs promotes the value of teamwork and the necessity of cooperation, while praising individual accomplishments motivates workers to pursue personal greatness. Employees are encouraged to maintain high standards and push others to do well when they receive regular praise and prizes for exceptional work (Wood, 2013).
  3. Creating a pleasant working atmosphere and encouraging collaboration among employees
A positive work environment is crucial to attaining greatness. It is essential to have a supportive workplace culture that promotes open communication, mutual respect, and cooperation. Employees should feel at ease asking for assistance, exchanging ideas, and working together. The team's unique abilities and knowledge may be more effectively used by developing a culture of cooperation and camaraderie, which enhances problem-solving, creativity, and overall performance.

By putting these tactics into practise, businesses may foster an atmosphere where staff members are encouraged to strive for greatness both individually and as a group. The success and expansion of the organisation as a whole are facilitated by this good culture, which also increases productivity and work happiness.
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	Training Notes:
The Gallup Q12 Model for Employee Engagement is one such model that has gained widespread attention. This model, created by Gallup, a leading research and consulting business, pinpoints twelve factors that contribute to productive workplace environments. Extensive studies have demonstrated that these factors significantly affect worker output, happiness, and commitment.

The Gallup Q12 Model asks its workers to react to the following set of statements and questions:

1. Have you been briefed on your responsibilities at the office?
2. Do you have everything you need to complete the project successfully?
3. Is it possible for you to regularly engage in your most fruitful professional activities at work?
4. Have you been commended for a job well done over the last week?
5. Do you feel like your boss or other coworkers really care about you?
6. Is there a coworker that cheers on your progress?
7. Do you feel like your input is valued where you work?
8. Is there a sense of significance in your work because of the organization's higher purpose?
9. Do you feel that your coworkers share your dedication to producing high-quality results?
10. Is there a coworker you consider a best friend?
11. To what extent have you been updated on your job progress during the previous six months? 
12. Have you had chances to develop professionally at work in the last year?

These statements each represent a different facet of employee engagement, such as knowing what to anticipate, having the tools to do the job, being appreciated for contributions, gaining new skills, working together effectively, and being heard. By monitoring and enhancing these elements, businesses may increase employee enthusiasm and productivity.

As an industry leader, Zappos is often cited as an example of a firm that values employee engagement at a high level. Zappos, an e-commerce site selling footwear and apparel, has been well admired for its dedication to client satisfaction and its positive work environment. Their dedication to fostering an engaged workforce has been a key factor in their success.

Zappos does a number of things to encourage worker participation, including:

Zappos promotes a culture of empowerment and autonomy by giving its workers wide latitude in their day-to-day work and decision-making.

Zappos has a values-driven culture, with a clear set of guiding principles that govern all of the company's operations. They emphasise and reinforce these ideals to help workers feel like they are working towards a common goal.

Third, Zappos is committed to its workers' professional and personal growth by offering several training and advancement opportunities. They invest in their workers' futures by providing opportunities for education and guidance.

Zappos values its employees and places a premium on maintaining a fun and welcoming workplace. They foster an environment where employees feel comfortable speaking out and working together by planning team-building exercises and parties.

Zappos's great customer service and commercial success may be directly attributed to these employee engagement practises, which in turn have led to high levels of employee happiness and loyalty. Zappos's focus on employee engagement has become an industry standard, prompting other companies to make employee happiness and satisfaction a top priority.

Organisations may develop a culture of engagement that inspires workers, increases productivity, and improves results by adopting best practises like those used by Zappos or using the Gallup Q12 Model (Tesone, 2010).

Excellence in housekeeping operations improves customer happiness while also boosting brand loyalty and customer pleasure. It takes a committed and knowledgeable cleaning staff that is aware of the significance of their contribution to making the hotel's guests feel at home.
Hotels may stand out from rivals and cultivate an appealing reputation by maintaining strict standards of cleanliness, following defined procedures, and constantly providing great service. A dedication to providing the highest standard of quality and service, continual improvement, and frequent training are all necessary to achieve excellence in housekeeping operations.
In the end, providing excellent cleaning services is an investment that pays off with happy customers, good ratings, and repeat business. It is essential to provide an outstanding overall guest experience and establishing the hotel as the top pick for visitors looking for convenience, hygienic conditions, and professionalism.
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	Training Notes: N/A
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